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Predmluva

ISO (Mezinarodni organizace pro normalizaci) a IEC
(Mezindrodni elektrotechnickd komise) tvori specializovany
systém celosvétové normalizace. Narodni organy, které
jsou Cleny ISO nebo IEC, se podileji na vypracovani
mezinarodnich norem prostrfednictvim technickych komis{
ustavenych pfislusnymi organizacemi pro jednotlivé obory
technické ¢innosti. Technické komise ISO a IEC
spolupracuji v oborech spole¢ného zajmu. Prace se
zUcastnuji také dalsi viddni a nevladni mezinarodni
organizace, s nimiz I1SO a IEC navéazaly pracovni styk.

V oblasti informacni technologie zfidily ISO a IEC spole¢nou
technickou komisi ISO/IEC JTC 1.

Navrhy mezindrodnich norem jsou vypracovavany v sou-
ladu s pravidly danymi smérnicemi ISO/IEC, ¢ast 2.

Hlavnim ukolem spole¢né technické komise je vypraco-
vani mezinarodnich norem. Navrhy mezinarodnich norem
prijaté spole¢nou technickou komisi jsou rozesilany
narodnim ¢lendim k hlasovani. Vydani mezinarodni normy
vyzaduje souhlas alespon 75 % hlasujicich narodnich
organd.

Upozorfiuje se na moznost, ze nékteré prvky tohoto
dokumentu mohou byt pfedmétem patentovych prav. 1ISO
a IEC nelze Cinit odpovédnymi za identifikaci jakéhokoliv
nebo vSech patentovych prav.

ISO/IEC 200002 vypracovala spole¢né technicka komise
ISO/IEC JTC 1 Informacni technologie, subkomise SC 7
Softwarové a systémové inZenyrstvi.

Toto druhé vydani zruSuje a nahrazuje prvni vydani
(ISO/IEC 200002:2005), které bylo technicky revidovano.
Zakladni rozdily jsou nasledujict:

* blizsi sladéni s 1ISO 9001 a ISO/IEC 27001;

zména terminologie odrazejici mezinarodni uzivani;

vice pokyn( pro kontrolu procesl provozovanych jinymi
stranami;
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Foreword

ISO (the International Organization for Standardization)
and IEC (the International Electrotechnical Commission)
form the specialized system for worldwide standar
dization. National bodies that are members of 1SO or IEC
participate in the development of International Standards
through technical committees established by the
respective organization to deal with particular fields of
technical activity. ISO and IEC technical committees
collaborate in fields of mutual interest. Other interna-
tional organizations, governmental and non-governmental,
in liaison with ISO and IEC, also take part in the work. In
the field of information technology, ISO and IEC have
established a joint technical committee, ISO/IEC JTC 1.

International Standards are drafted in accordance with the
rules given in the ISO/IEC Directives, Part 2.

The main task of the joint technical committee is to
prepare International Standards. Draft International
Standards adopted by the joint technical committee are
circulated to national bodies for voting. Publication as an
International Standard requires approval by at least 75
% of the national bodies casting a vote.

Attention is drawn to the possibility that some of the
elements of this document may be the subject of patent
rights. ISO and IEC shall not be held responsible for
identifying any or all such patent rights.

ISO/IEC 200002 was prepared by Joint Technical
Committee ISO/IEC JTC 1, Information technology,
Subcommittee SC 7, Software and systems engineering.

This second edition cancels and replaces the first edition
(ISO/IEC 200002:2005), which has been technically
revised. The main differences are as follows:

closer alignment to ISO 9001 and ISO/IEC 27001;
change of terminology to reflect international usage;

new guidance on governance of processes operated by other
parties;



vice pokynl pro vymezeni rozsahu SMS;
vice pokyn( pro neustélé zlepsovani SMS i sluzeb samotnych;

vice pokyn( pro navrh sluzeb a pfechod na nové nebo zménéné
sluzby.

ISO/IEC 20000 se sklada z nasledujicich ¢asti se spo-
le¢nym nazvem Informacni technologie - Management
sluZeb:

Cést 1: Pozadavky na systém managementu sluzeb

C4st 2: Pokyny pro pouZiti systém( managementu sluZeb

» C4st 3: Pokyny pro vymezen/ rozsahu a pouZitelnosti
ISO/IEC 200001 [Technicka zpraval

Cést 4: Referenni model procest [Technické zpréval

Cast 5: Priklad plénu zavedeni pro ISO/IEC 200001 [Technicka
zprava]

Uvod

Tato ¢ast ISO/IEC 20000 poskytuje pokyny pro zavedeni
systému managementu sluzeb (SMS) zalozeného na
ISO/IEC 20000-1. Tato ¢ast ISO/IEC 20000 nepfidava zadny
pozadavek nad rdmec ISO/IEC 20000-1 a explicitné
neurcuje, jak by mély byt poskytovany ddkazy pro hod-
notitele nebo auditory. Zdmérem této ¢asti ISO/IEC 20000
je umoznit organizacim a jednotlivem vysvétlovat

ISO/IEC 20000-1 presnéji a na zékladé toho i efektivnéji.

SMS je v ISO/IEC 20000-1 definovany jako systém
managementu pro smérovani, sledovani a fizeni ¢innosti
managementu sluzeb poskytovatele sluzeb. SMS by mél
zahrnovat to, co je poZadovano pro planovani, navrh,
prechod, dodavku a zlepSovani sluzeb. To pfi-

nejmensim zahrnuje politiky, cile, plany, procesy, rozhrani
procestl, dokumentaci a zdroje managementu sluzeb. SMS
zahrnuje vSechny procesy jako jeden preklenujici systém
managementu s procesy managementu sluzeb jako
soucastmi SMS.

Koordinovana integrace a zavedeni SMS poskytuje
pribézné fizeni, vyssi efektivnost, U¢innost a prilezitosti
pro neustalé zlepSovani. Organizaci dovoluje pracovat
G¢inné nad sdilenou vizi. Provoz proces( tak, jak jsou
vymezeny v kapitolach 5 az 9, vyzaduje, aby pracovnici
byli dobre organizovani a koordinovani. Vhodné ndstroje
mohou byt vyuzity pro umoznéni efektivnosti a G¢innosti
procesdl managementu sluzeb. Nejucelnéjsi organizace
zvazuji dopad SMS v rémci vSech etap Zivotniho cyklu
sluzeb od planovani a ndvrhu k prechodu a provozu vcetné
neustdalého zlepSovani.

Tato ¢ast ISO/IEC 20000 poskytuje priklady a navrhy, které
organizacim umoznuji vysvétlit a aplikovat ISO/IEC 20000-
1 véetné odkazll na dal$i ¢asti ISO/IEC 20000 a ostatni
souvisejici normy.

Uzivatelé mezindrodnich norem jsou odpovédni za jejich
spravné pouziti. Pro organizace i jednotlivce, kteri
vyuzivaji ISO/IEC 20000, je dlleZité porozumét bodim
uvedenym nize.

more guidance on defining the scope of the SMS;

more guidance on continual improvement of the SMS and
services;

more guidance on the design and transition of new or changed
services.

ISO/IEC 20000 consists of the following parts, under the
general title Information technology - Service
management:

Part 1: Service management system requirements

Part 2: Guidance on the application of service management
systems

Part 3: Guidance on scope definition and applicability
of ISO/IEC 200001 [Technical Report]

Part 4: Process reference model [Technical Report]

Part 5: Exemplar implementation plan for
ISO/IEC 200001 [Technical Report]

Introduction

This part of ISO/IEC 20000 provides guidance on the
application of service management systems (SMS) based
on ISO/IEC 20000-1. This part of ISO/IEC 20000 does not
add any requirements to those stated in ISO/IEC 20000-1
and does not state explicitly how evidence can be
provided to an assessor or auditor. The intent of this part
of ISO/IEC 20000 is to enable organizations and individuals
to interpret ISO/IEC 20000-1 more accurately, and
therefore use it more effectively.

An SMS is defined in ISO/IEC 20000-1 as a management
system to direct, monitor and control the service
management activities of the service provider. The SMS
should include what is required for the planning, design,
transition, delivery and improvement of services. At

a minimum this includes service management policies,
objectives, plans, processes, process interfaces, docu-
mentation and resources. The SMS encompasses all the
processes as an over-arching management system, with
the service management processes as part of the SMS.

Coordinated integration and implementation of an SMS
provides ongoing control, greater effectiveness, efficiency
and opportunities for continual improvement. It enables an
organization to work effectively with a shared vision. The
operation of processes as specified in Clauses 5 to

9 requires personnel to be well organized and coordinated.
Appropriate tools may be used to enable the service
management processes to be effective and efficient. The
most effectual orga-

nizations consider the impact of the SMS through all
stages of the service lifecycle, from planning and design to
transition and operation, including continual improvement.

This part of ISO/IEC 20000 provides examples and
suggestions to enable organizations to interpret and
apply ISO/IEC 20000-1, including references to other parts
of ISO/IEC 20000 and other relevant standards.

Users of International Standards are responsible for their
correct application. It is important for organizations and
individuals using ISO/IEC 20000 to understand the points
listed below.



* ISO/IEC 20000-1 nema za cil zahrnout veskeré nezbytné
zakonné a regulatorni pozadavky nebo vSechny smluvni zavazky
poskytovatele sluzeb. Shoda s ISO/IEC 20000-1 sama o sobé
nezprostuje povinnosti pInéni zakonnych poZzadavk.

* |SO/IEC 20000-1 je pouzitelna pro interni i externi, velké i malé
a komercni i nekomeréni poskytovatele sluzeb.

ISO/IEC 20000-1 prosazuje pfijeti integrovaného procesniho
pristupu pri planovani, ustanoveni, zavedeni, provozovani,
sledovani, méreni, prfezkoumavani, udrzovani a zlepSovani SMS
pro navrh, prechod, dodavku a zlepSovani sluzeb, které napliuji
pozadavky na sluzby.

ISO/IEC 20000 prosazuje pouziti metodiky zndmé jako
»Planovat-Délat-Kontrolovat-Jednat” (PDCA) na SMS i pro
vlastni sluzby. Metodiku PDCA, kterd je zachycena na
obrazku 1, je mozné ve strucnosti popsat nasledovné:

Planovat: ustanoveni, dokumentovani a odsouhlaseni SMS
zahrnuijici politiky, cile, pldny a procesy pro navrh

a dodavku sluzeb v souladu s potifebami byznysu,
pozadavky zakaznikd a politikami poskytovatele sluzeb.

Délat: zavedeni a provozovani SMS pro navrh, prechod,
dodavku a zlepSovani sluzeb.

Kontrolovat: monitorovani, méreni a pfezkoumani SMS
i sluzeb ve srovnani s plany, politikami, cili a pozadavky
a predkladanymi vykazy o vysledcich.

Jednat: pfijimani opatreni pro neustalé zlepSovani
vykonnosti SMS. To zahrnuje procesy managementu
sluzeb i sluzby.

vvvvvv

stranky integrovaného procesniho pfistupu a metodiky
PDCA:

1. pochopeni a naplnovani poZadavkl na sluzby pro
dosazeni spokojenosti zakaznik{;

3. ustanoveni politiky a cill pro management sluzeb;

4. navrh a dodavka sluzeb zalozenych na SMS pfina-
Sejicich pridanou hodnotu pro zdkaznika;

5. monitorovani, méreni a pfezkoumani vykonnosti SMS
i sluzeb;

6. neustdalé zlepSovani SMS i sluzeb na zakladé objek-
tivnich méreni.

Kdyz existuji dalSi systémy managementu, je posky-

tovateli sluzeb pfi zavadéni SMS dédna moznost sblizit nebo piné
integrovat systémy managementu organizace, a to diky prevzeti
procesniho pfistupu a metodiky PDCA. Napfiklad je mozné
integrovat ISO/IEC 20000 se systémem managementu kvality
podle 1ISO 9001 nebo se systémem fizeni bezpecnosti informaci
podle ISO/IEC 27001. Pfistup k integrovanému systému ma-
nagementu zvysSuje Uc¢innost, zaklada jednoznacnou
odpovédnost a sledovatelnost a zlepsuje planovani,
komunikaci a fizenf organizace.

I

Obrazek 1 - Metodika PDCA pouzita
pro management sluzeb

Jak je uvedeno v ISO/IEC 20000-1:
,ISO/IEC 20000 mUize byt pouzita:

ISO/IEC 20000-1 does not purport to include all necessary
statutory and regulatory requirements, or all contractual
obligations of the service provider. Conformity to ISO/IEC 20000-
1 does not of itself confer immunity from statutory obligations.

ISO/IEC 20000-1 is applicable to internal and external, large and
small, and commercial and non-commercial service providers.
ISO/IEC 20000-1 promotes the adoption of an integrated process
approach when planning, establishing, implementing, operating,
monitoring, measuring, reviewing, maintaining and improving an
SMS for the design, transition, improvement and delivery of
services that fulfil service requirements.

ISO/IEC 20000 promotes the application of the metho-
dology known as “Plan-Do-Check-Act” (PDCA) to the SMS
and the services. The PDCA methodology, shown in
Figure 1, can be briefly described as follows.

Plan: establishing, documenting and agreeing the SMS
including the policies, objectives, plans and processes to
design and deliver services in accordance with business
needs, customer requirements and the service provider's
policies.

Do: implementing and operating the SMS for the design,
transition, delivery and improvement of the services.

Check: monitoring, measuring and reviewing the SMS and
the services against the plans, policies, objectives and
requirements and reporting the results.

Act: taking actions to continually improve performance of
the SMS. This includes the service management processes
and the services.

When used within an SMS, the following are the most
important aspects of an integrated process approach and
the PDCA methodology:

1. understanding and fulfilling the service requirements to
achieve customer satisfaction;

3. establishing the policy and objectives for service
management;

4. designing and delivering services based on the SMS that
add value for the customer;

5. monitoring, measuring and reviewing performance of
the SMS and the services;

6. continually improving the SMS and the services based
on objective measurements.

Where other management systems are present, the
implementation of an SMS, with the adoption of a process
approach and the PDCA methodology, enables the service
provider to align or fully integrate the organization,s
management systems. For example, it is possible to
integrate ISO/IEC 20000 with a quality management
system based upon I1SO 9001 and/or an information
security management system based upon ISO/IEC 27001.
An integrated management system approach increases
efficiency, establishes clear accountability and traceability
and enhances organizational planning, communication and
control.

I

Figure 1 - PDCA methodology applied
to service management

As stated in ISO/IEC 20000-1:
“ISO/IEC 20000 can be used by:



1. organizaci vyhledavajici sluzby poskytovatell sluzeb
a vyzadujici ujisténi, ze jeji pozadavky na sluzby budou
naplnény;

3. organizaci, kterd pozaduje konzistentni pfistup vSech
svych poskytovatelll sluzeb, véetné téch, zapojenych do
dodavatelského fetézce;

4. poskytovatelem sluzeb, ktery hodla prokazat svoji
zplsobilost pfi ndvrhu, prechodu, dodavce a zlepsovani
sluzeb, které naplnuji pozadavky na sluzby;

5. poskytovatelem sluzeb pro monitorovani, méreni
a prezkoumani svych procest managementu sluzeb
a sluzeb samotnych;

6. poskytovatelem sluzeb pro zlepseni ndvrhu, prechodu
a dodavky sluzeb pomoci efektivniho zavedeni
a provozovani SMS;

7. hodnotitelem nebo auditorem jako kritérium pro
hodnoceni shody SMS poskytovatele sluzeb s poza-
davky uvedenymi v této Casti ISO/IEC 20000.“

Tato ¢ast ISO/IEC 20000 mize byt pouZita organizaci
hledajici pokyny, jak zlepSit management sluzeb, bez
ohledu na to, zda ma zajem o dosazeni certifikace.

1 Pfedmét normy

1.1 Obecné

Tato ¢ast ISO/IEC 20000 poskytuje pokyny o aplikovani
SMS zalozeném na ISO/IEC 20000-1. Tato ¢ast

ISO/IEC 20000 poskytuje pfiklady a navrhy, které orga-
nizaci dovoluji interpretovat a pouzit ISO/IEC 20000-1
vCetné odkaz{ na dalsi ¢asti ISO/IEC 20000 a dalsi
souvisejici normy. Tato ¢ast ISO/IEC 20000 je nezavisla na
specifickych ramcich nejlepsi praxe a poskytovatel sluzeb
mUzZe pouZit kombinaci obecné uznavanych pokynt

a svych vlastnich technik.

I

Obrazek 2 - Systém managementu sluzeb

[x]

Figure 2 - Service management system

Obrdazek 2 ukazuje procesy z kapitol 6 az 9 ve vnitfnim
ramecku. Kapitola 5 ndvrh sluzeb a prechod na nové ¢i
zménéné sluzby obklopuje procesy z kapitol 6 az 9. To
naznacuje, ze nové ¢i zmeénéné sluzby jsou provozovany
pomoci procesl ve vnitfnim ramecku. KdyZ neexistuji
zadné nebo zménéné sluzby, na néz Ize aplikovat kapitolu
5, mohou byt vSechny sluzby dodavany pfimo
prostrednictvim kapitol 6 az 9.

1. an organization seeking services from service providers
and requiring assurance that their service requirements
will be fulfilled;

3. an organization that requires a consistent approach by
all its service providers, including those in a supply chain;

4. a service provider that intends to demonstrate its
capability for the design, transition, delivery and
improvement of services that fulfil service requirements;

5. a service provider to monitor, measure and review its
service management processes and services;

6. a service provider to improve the design, transition and
delivery of services through effective implementation and
operation of an SMS;

7. an assessor or auditor as the criteria for a conformity
assessment of a service provider,s SMS to the
requirements in this part of ISO/IEC 20000.”

This part of ISO/IEC 20000 can be used by an organization
looking for guidance on how to improve service mana-
gement, whether or not it is interested in seeking
certification.

1 Scope

1.1 General

This part of ISO/IEC 20000 provides guidance on the
application of an SMS based on ISO/IEC 20000-1. This part
of ISO/IEC 20000 provides examples and suggestions to
enable organizations to interpret and apply ISO/IEC 20000-
1, including references to other parts of ISO/IEC 20000 and
other relevant standards. This part of ISO/IEC 20000 is
independent of specific best practice frameworks and the
service provider can apply a combination of generally
accepted guidance and their own techniques.

Figure 2 shows the processes from Clauses 6 to 9 in the
central box. The Clause 5 design and transition of new or
changed services process surrounds the Clause 6 to

9 processes. This shows that the new or changed services
are operated by the processes in the central box. When
there are no new or changed services to which

Clause 5 applies, all services can be delivered directly by
Clauses 6 to 9.



Rozhrani mezi procesy managementu sluzeb a vztahy
mezi riznymi prvky SMS mohou byt zavedeny odlisné
rznymi poskytovateli sluzeb. Podstata vztaht mezi
poskytovatelem sluzeb a zakazniky m(ize téz ovlivnit,
jakym zplsobem je SMS zavedeno pro naplnéni pozadavkd
ISO/IEC 20000-1. Z tohoto dlvodu nejsou rozhrani mezi
procesy zachycena na Obrazku 2.

1.2 Pouziti

Poskytovatel sluzeb je za SMS odpovédny, a proto nem(ze
pozadat jinou stranu o spinéni pozadavk( kapitoly

4 7 1SO/IEC 20000-1:2011. Napfiklad poskytovatel sluzeb
nemUze pozadat jinou stranu o poskytnuti vrcho-

lového vedeni a dolozeni angazovanosti vrcholového
vedeni nebo o doloZeni kontroly procesl provozovanych
jinymi stranami.

Nékteré ¢innosti z kapitoly 4 mohou byt provadény jinou
stranou pod managementem poskytovatele sluzeb.
Napriklad poskytovatelé sluzeb mohou zapojit jiné strany,
aby provadély interni audity jejich jménem. DalSim
prikladem je, kdyz poskytovatel sluzeb pozada jinou stranu
o vytvoreni poc¢atecniho planu managementu sluzeb. Plan,
jakmile je vytvoren a odsouhlasen, je v pfimé
odpovédnosti poskytovatele sluzeb a je jim udrzovan.

V téchto prikladech poskytovatel sluzeb vyuzivd jiné strany
pro presné stanovené, kratkodobé Cinnosti. Poskytovatel
sluzeb ma odpovédnost, pravomoci a odpo-

védnosti za SMS. Poskytovatel sluzeb proto mdze doloZit
dlikazy o pInéni vsech poZadavkd kapitoly 4

z ISO/IEC 20000-1:2011.

Spinéni poZadavkd mlzZe poskytovatel sluZzeb dokladat
pfimo nebo mdZe dokazovat splnéni vétsiny poZzadavkd
pfimo stejné tak, jako kontrolu procesti provozovanych
jinymi stranami. Kdyz je poskytovatel sluzeb zavisly na
jinych stranach pfi provozu vétsiny proces( z kapitol 5 az
9, je nepravdépodobné, Ze by poskytovatel sluzeb dolozil
kontrolu nad témito procesy. Nicméné v pripadé, kdy jiné
strany provozuji pouze mensinu proces(, poskytovatel
sluzeb mdiZze normalné splnit pozadavky stanovené

v ISO/IEC 20000-1.

Definovand, odsouhlasend a dokumentovana odpovédnost,
pravomoci a odpovédnosti za SMS jsou snadno dosa-
Zitelné jak poskytovatelem sluzeb, tak i jinymi stranami.
Pro spInéni pozadavkd ISO/IEC 20000-1 mUize poskytovatel
sluzeb odsouhlasit zmény v podminkach existujicich smluv
nebo jinych dokumentovanych dohodéach.

ISO/IEC 20000 nezahrnuje pozadavky na produkty nebo
nastroje nebo specifické pokyny pro produkty nebo
nastroje. Nicméné tato ¢ast ISO/IEC 20000 mUZe orga-
nizacim pomoci pfi pouzivani anebo vyvoji produktl nebo
nastrojl, které podporuji provozovani SMS.

The interfaces between the service management
processes and the relationships between different
components of the SMS may be implemented differently
by different service providers. The nature of the
relationship between the service provider and the
customer can also influence how the SMS is implemented
to fulfil the requirements of ISO/IEC 20000-1. For these
reasons the interfaces between processes are not
represented in Figure 2.

1.2 Application

The service provider is accountable for the SMS and
therefore cannot ask another party to fulfil the
requirements of Clause 4 of ISO/IEC 20000-1:2011. For
example, the service provider cannot ask another party to
provide the top management and demonstrate top
management commitment or to demonstrate the
governance of processes operated by other parties.

Some activities in Clause 4 may be performed by another
party under the management of the service provider. For
example, service providers can engage other parties to
conduct internal audits on their behalf. Another example is
where a service provider asks another party to create the
initial service management plan. The plan, once created
and agreed, is the direct responsibility of and is
maintained by the service provider. In these examples, the
service provider is using other parties for specific short-
term activities. The service provider has accountability,
authorities and responsibilities for the SMS. The service
provider can therefore demonstrate evidence of fulfilling
all of the requirements of Clause 4 of ISO/IEC 20000-
1:2011.

The service provider can show evidence of fulfilling all
requirements directly or can show evidence of fulfilling
most of the requirements directly as well as the
governance of processes operated by other parties. If the
service provider relies on other parties for operation of the
majority of the processes in Clauses 5 to 9, the service
provider is unlikely to be able to demonstrate governance
of the processes. However, if other parties operate only

a minority of the processes, the service provider can
normally fulfil the requirements specified in ISO/IEC 20000-
1.

The defined, agreed and documented accountability,
authorities and responsibilities for the SMS are readily
accessible to both the service provider and other relevant
parties. To fulfil the requirements of ISO/IEC 20000-1 the
service provider can agree changes to the terms of
existing contracts or other documented agreements.

ISO/IEC 20000 excludes the specification of, or specific
guidance about, any product or tool. However, orga-
nizations can use this part of ISO/IEC 20000 to help them
use or develop products or tools that support operation of
the SMS.

Konec nahledu - text dale pokraduje v placené verzi CSN.



